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ABSTRAK 
 Kehidupan masyarakat sekarang sudah berbeda dengan kehidupan 
masyarakat yang dulu. Seperti mencuci pakaian, seiring perkembangan jaman 
yang diiringi dengan perkembangan teknologi, membuat semua menjadi lebih 
mudah dan praktis. Salah satu perkembangan teknologi adalah mesin cuci. 
Kondisi tersebut membuat banyak bermunculan usaha yang menawarkan jasa cuci 
pakaian menggunakan mesin cuci. Wisnu laundry di kota Surabaya sebagai salah 
satu jasa mencuci pakaian merasakan adanya tingkat persaingan yang semakin 
ketat dengan jasa laundry lainnya. Sehingga Wisnu laundry harus memberikan 
pelayanan yang berkualitas yang melebihi pesaingnya supaya loyalitas pelanggan 
tetap terjaga. Penelitian ini bertujuan untuk mengetahui pengaruh service quality 
dan perceived value terhadap customer satisfaction dan trust serta dampaknya 
pada loyalty konsumen Wisnu laundry Surabaya. 
Penelitian ini dilakukan menggunakan teknik analisis data Structural Equation 
Modelling dengan pendekatan kuantitatif. Data diperoleh melalui kuesioner yang 
disebarkan kepada responden yang pernah menggunakan jasa Wisnu laundry 
dalam tiga bulan terakhir. Total responden yang didapat pada penelitian ini 
berjumlah 169 responden. Hasil dari penelitian ini menunjukkan bahwa service 
quality mempengaruhi customer satisfaction dan perceived value, perceived value 
mempengauhi customer satisfaction, customer satisfaction mempengaruhi trust 
dan trust mempengaruhi loyalty. 
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ABSTRACT 
The way people live has changed over time. Nowadays when technology is 
developing day by day, life seems to be easier. For instance, people no longer 
need to do their laundry manually because there is a washing machine. This 
phenomenon causes laundry services to grow in many places, one of which is 
Wisnu Laundry in Surabaya. As one of the laundry services out there, Wisnu 
Laundry experiences the increasing level of competition between many other 
laundry services and the rivalry is getting tighter. Thus, Wisnu Laundry has to 
give better service quality than its competitors in order to keep their customers’ 
loyalty. This study aims to find out the effects of service quality and perceived 
value to customer satisfaction and trust along with its impact on Wisnu Laundry 
Surabaya’s consumer loyalty.  
This study is done by using Structural Equation Modelling data analysis 
technique with a quantitative approach. The data is obtained by spreading 
questionnaires to the respondents that have used Wisnu Laundry service in the 
past three months. There are 169 respondents who participated in this research. 
The result of this study shows that service quality affects customer satisfaction 
and perceived value, perceived value affects customer satisfaction, customer 
satisfaction affects trust, and trust affects loyalty.  
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